
 

 

New Improvements Now Available 

The Virtual Gateway Team is working very hard to strengthen the EIM/
ESM service.  Recent efforts have focused on making the Service Delivery 
Report (SDR) meet the needs of our provider users.  This week we 
released several SDR enhancements designed to implement many of the 
changes requested by providers.  Additional performance and reporting 
improvements are planned for early December. 

Features for Provider Users  
Enhancements released this week target three areas: navigation, 
applying patterns, and offsets. 

Navigation 

New buttons have been added to the Record Service Delivery page to 
make it easier to navigate between specific clients.  Shown below, the 
new “Previous Client” and “Next Client” buttons allow a user to move 
directly from one client to the next without first returning to the Service 
Delivery Summary page.  If a return to the SDR summary is desired, 
however, the new “Return to Summary” button makes that easier.   

Users must use “Save Changes” (formerly “Save Draft”) or their work will 
be lost. 

Applying Patterns 

A new “Include Disenrollment Date” check box on the Service Delivery 
Pattern page allows a user to decide whether this date gets included — 
and therefore billed — when creating a pattern.  Previously the 
disenrollment date was always included, requiring some users to remove 
it manually.  (The “Include Disenrollment Date” field also appears on the 
Record Service Delivery page.)  

Please see the next page for more information regarding SDR patterns. 

EIM/ESM Overview 
 
The Executive Office of 
Health and Human  
Services is implementing  
a web-based invoice and 
service management  
system (EIM/ESM).   
 
EIM/ESM replaces and 
standardizes manual,  
paper-based processes 
that vary across EOHHS 
agencies.  The service 
improves internal controls 
and streamlines invoice 
submission, approval, and 
payment.  It also provides 
a central repository of  
information on all POS  
expenditures and  
service delivery.  
 
In addition, EIM/ESM  
provides intake and  
service delivery  
management features  
for the Department of  
Public Health and  
its providers.  
 
EIM/ESM Deployment 
 
EIM/ESM will eventually 
support approximately 
10,000 users, processing  
invoices totaling $2.1B.  
each year. 
 
Today, more than 2,575 
agency and provider users 
administer POS contracts 
valued at over $349 M 
through EIM/ESM. 
 
Virtual Gateway  
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1-617-988-3301 (TTY) 
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Applying Patterns (continued) 

More fields with client information now appear on the Service Delivery Pattern page.  This helps 
the user to identify specific clients.  New and/or updated fields, shown in the screen shot below, 
include “Name (AL, CL)/Rate,” “Enrollment ID” and “Client ID.”   

The “Enrollment ID” and “Client ID” fields are new.  The “Name” field has been updated to include 
accounting line (AL), commodity line (CL), and rate information for unit rate contracts that 
distinguish enrollments in this way.  Sample AL, CL and rate information is not shown below and 
only appears for Department of Mental Retardation unit rate contracts. 

 

 

 

 

 

 

 

 

Offsets 

Offset information is now available on the Service Delivery Summary page, streamlining the SDR 
authorization process.  It is displayed in the new “Offset” field and reflected in the “Claimed Total 
Monthly Amount,” another new field.  In the example below an offset of $530 reduced the 
Claimed Total Monthly Amount from $2,530 before the offset was applied to $2,000 
afterwards.   

 

Users will also notice the inclusion of additional information on the Service Delivery Summary 
page.  “Voided Units” and “Total Payable Units” were added to help users distinguish claimed from 
paid amounts at the individual client level.  Claimed and paid grand total amounts for the entire 
SDR also appear at the bottom of the Service Delivery Summary page.   

More Information 
If you’d like to learn more about these SDR changes, please consult our online content.  You can do 
so by going to Mass.gov (http://www.mass.gov) and selecting Health and Human Services Virtual 
Gateway within the Online Services.  Provider Invoicing and Contracts (EIM/ESM) then may be 
selected from the Featured Links on the resulting page.  Select the Training and User Materials link to 
access the SDR materials.   

SDR “Live Meeting” materials appear under the EIM/ESM Training Events category.  All provider SDR 
users should have received invitations to the SDR learning sessions.  Please call Virtual Gateway 
Customer Service at 1-800-421-0938 if you have any questions. 

This Provider Bulletin is sponsored by the Executive Office of Health and Human Services. 
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